
 



 



CPNI Operating Procedures 

 
1. Every employee of Gorham Telephone Company (the “Company”) has a duty 

to protect the confidentiality of customer proprietary information (“CPNI”), as 

defined in 47 U.S.C. 222(F).  A violation of the Company’s operating 

procedures will result in disciplinary action.  For a first violation, an employee 

will be given a warning and the violation will be noted on the employee’s 

record.  An employee will be subject to termination of employment for a 

second violation. 

2. The service categories provided by the company include local exchange 

telephone service and long distance telephone service.  It is the Company’s 

policy to not use CPNI for any sales or marketing purpose unless permission 

from the customer has been granted.  Specifically, use of CPNI obtained from 

the Company’s provision of one service category to market a second service 

category to individuals or businesses that are not already customers of that 

second service category is strictly prohibited. 

    3.     The Company will use the “Opt-In” CPNI approval method. 

- The Company waits 30 days (minimum) after giving customers notice and 

an opportunity to opt-in before assuming customer approval to use, disclose, 

or permit access to CPNI. No notification to the Company meant they opted 

out.  On new installs the company requests permission at that time.    

 - The Company will check the box in Customer Master indicating the 

customers who have chosen the opt-in method, allowing use of CPNI.  If the 

box in Customer Master is NOT checked, this will indicate that the customer 

has NOT chosen to have their CPNI information shared with the company or 

any of its subsidiaries and no marketing can be done without their further 

approval. 

4.       No Company employee shall disclose CPNI to any Company affiliate or other 

third party unless such disclosure is required by a lawful subpoena or is used 

for the following purposes.  

- to bill or collect payment for the Company’s services or  



- to protect the rights or property of the Company or its customers.  A 

Company employee that receives or obtains CPNI for the purpose of 

providing any telecommunications service shall use such information only 

for such purpose, and shall not use such information for any marketing 

purpose. 

5. A Company employee shall disclose CPNI only upon an affirmative request 

by the customer and only after validating that the person requesting the 

information is the person that opened the account with the Company. 

6.  The Company customer service representatives may use oral notice for those 

who have NOT chosen to have their CPNI information shared on a one-time 

basis for both inbound and outbound customer telephone contacts for the 

duration of the call. The customer must be asked if they consent to have their 

CPNI shared only during this call.  If the customer gives verbal approval, then 

the CS representative may use the CPNI information to market products not 

currently used by this customer.  The CS representative must input into the 

comment section of Customer Master, the customer CONSENTS to the use of 

their CPNI. 

7.  Any use of individually identifiable CPNI to market services related to those 

which the customer already subscribes does NOT require notice, opt-in or 

consent. However, to use CPNI to market an unrelated communication 

service, there must be adequate notice given through the opt-in procedure, OR 

the CS representative must obtain a one-time approval from the customer to 

use the CPNI. 

8.  Any marketing promotion which is promoted to the population as a whole 

does NOT apply to CPNI rules (no advance notice, ability to opt-in or express 

consent is required) because we are not using individually identifiable 

customer information. 

9.  Any marketing promotion to ALL customers living on a particular street or 

area does NOT require notice and/or consent because addresses are not 

considered CPNI. 

 



10.  The Company will provide the FCC written notice within five business days 

of any instance where the opt-in mechanism did not work properly, to such a 

degree that customers’ inability to opt-in is more than an anomaly. 

11.  The customer service will review the process for CPNI with each customer 

  service representative on a yearly basis and it will be documented. 

12.  An Officer of the Company will sign a compliance certificate on an annual 

basis stating that the company has established operating procedures that are     

adequate to insure compliance.  An accompanying statement must explain 

how its operating procedures ensure that it is, or is not, in compliance with the 

rules. 

13.  The Company keeps a record of all instances where CPNI is disclosed or         

provided to third parties, or where third parties are allowed access to CPNI 

(hereinafter referred to as “the CPNI record”).  An employee that discloses 

CPNI to a third party or allows a third party access to CPNI must add to the 

CPNI record the name and address of the third party, a description of the 

reasons for the disclosure of the CPNI, the specific CPNI that was disclosed, 

and any written authorization from the customer to disclose the CPNI.  This 

record is maintained by the company for a minimum period of one year. 

14.      Should the Company make a decision to modify its prohibition on the use of 

CPNI for marketing purposes, it will notify all employees of any such 

modifications.  Under no circumstances will CPNI be used for any marketing 

purpose until after the Company has sent customers the notices required by 47 

C.F.R. 64.2008 and received the customer opt-in or opt-out approvals required 

for such use of CPNI.  Sales personnel must obtain written supervisory 

approval before soliciting customer approval for any out-bound marketing 

campaign.  The Company will establish a system by which the status of a 

customer’s CPNI in an out-bound sales or marketing campaign.  Upon such a 

change in Company policy, employees must add to the CPNI record a 

description of each such out-bound marketing campaign, the specific CPNI 

that was used in the campaign, and what products and services were offered as 

part of the campaign.  


